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Abstract:

The mental image is the reflective of the institution and its interface among
customers, as it reflects the performance, competencies and skills of the institution in
addition to the ethical aspect of it. The mental image of the institution is measured by
the extent to which the impression of its clients is. Which is reflected negatively on
the general image of the country, despite the natural assets that Algeria possesses, SO
Algeria has resorted to some mechanisms in order to enhance and strengthen its mental
image, including improving the quality of tourism services and focusing on the
expectations of tourists.

Shedding light on the issue of the quality of tourism services for institutions as a
mechanism to enhance their mental image from the point of view of customers came in
order to identify the most important determinants and dimensions that contribute to
building a good mental image of the tourism institution, and to emphasize the role that
the quality of tourism service contributes to facing the reality of Algerian tourism,
which It was described through an analytical study and a sample survey consisting of
243 individuals representing the community of university professors who dealt with
Algerian tourism institutions; To find out their views on the quality of their services
and their mental image, during which we reached the result of a strong relationship
between the indicators of the quality of tourism services for Algerian institutions and
the mental image formed in the study sample, according to the following multiple
linear regression equation:

y=0,176 + 0,274x1 + 0,148x2 + 0,106x3 + 0,352x4 + 0,030x5
Keywords:Mental image - quality of services - tourism - institution — customers
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mai2000, p 16.
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consulté le : 18/07/2020. https://www.sntf.dz/index.php/le-groupe-sntf
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